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·st phase of instruction con
�rpersonal skills - giving con
feedback, getting good informaothers, conveying ideas
r, dealing with emotional behav
ecognizing employees for posi
:s. Other phases discuss devel
lividual and team performance,
rganizational impact, and man
mge and innovation.
ying the entire program are five
1eiples of responsible
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on the situation, issue or
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tin the self-confidence and
m of others.
tin constructive relationships
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1itiative to make things better.
•y example.

Robin Watson, supervisor of National
Accounts Suspense, says the program's
strong point is its practical application.
"It's unique," she said.
Participants practice behavior patterns
by role-playing, which prepares them to
manage real work situations, and they
evaluate each other to find areas they
need to improve upon.
"We're also trying to get our
employees involved;' Watson said,
adding, "Employees are seeing us use it."
To assess behavioral change, Abood
said, Zenger-Miller will review question
naires that some employees, managers
and supervisors' peers will receive, as
well as supervisors' self-analyses.
Sandra Hamlin, manager of Major
Accounts, said she tries to use the les
sons she's learned whenever she inte
racts with supervisors and other
employees. It's something that becomes
easier with practice, she said.
The program's approach is largely to
focus on situations, not the people
involved, while maintaining respect and
consideration for everyone, Watson said.
Karl Smith, director of FEP/OCL/Pres
cription Drugs, said that Zenger-Miller is

discussed in his staff meetings and
MBOs, and char he continually examines
his own behavior to ensure that he
demonstrates the kind of behavior the
program teaches.
"This program challenges each of us
to view our changing roles from 'order
giver' and 'warlord' to 'resource person'
and 'colleague'," he said.
Executive Vice President Mike Cas
cone Jr. said that Zenger-Miller was
chosen for PBO because "it fits the skills
needs for our operations management
group." It might be helpful elsewhere in
the corporation, but each area would
make that determination, he said.
Each area has to evaluate the kinds of
organizational improvement it needs, as
well as the best resources to help fulfill
them. Management skills training is a
part of all organizational improvement
programs, he said, and Zenger-Miller's
approach happens to be "consistent with
our management philosophy."
Anyone who would like to know more
about the program for possible use in
their area should call Diane Abood at
ext. 8166.
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A management development training program
that's practical is working well in PBO
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out 100,000 times last year,
ealth care providers calling
,CBSF were referred to another
vlany were frustrated from
1sferred as many as five times
:ting the right department.
Jductive Provider Relationships
tp responded by developing a
directory specifically for doc10spitals so they'll reach the
1rrment on their first call.
numbers appear in the order
follow when filing claim forms.
:eive the directories with their
;c issue of the Florida Health
�s. All exempt BCBSF
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eceive copies.
tion to this short-term effort, a
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ting doctors and hospital per
th superior telephone service is
ial ingredient in productive
dationships.
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ince they first met in May, a Steer
ing Committee in Field Opera
tions has made significant pro
gress toward a long-term strategy for
educating providers on BCBSPs pro
ducts and programs.
Developing provider education work
shops has been the first step in that
effort.
'This effort is an integral part of the
Productive Provider Relationship initia
tive," said Steve Johnson, project man
ager, programs and communications, in
Field Operations.
"Providers service our cardholders
every day. We want to focus our educa
tion efforts so providers are knowledgea
ble and comply with their obligation to
their patients and to Blue Cross and
Blue Shield of Florida," he said.
The members of the committee are
Bob Clark, Edith Bowden, Lynn Edwards
and Steve Johnson.
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that it differs from most ocher similar
training in its practicality - people
actually put the lessons to work.
"It's a very practical program chat will
improve the management skills of the
operations team in order to move us
into the future," Payne said.
The program goes beyond teaching
traditional supervisory skills. It encour
ages behavior that motivates employees
to become personally committed, not
just cooperative, and to initiate new
ideas and directions.
Thus far, the folks in PBO have
taken six of 19 training modules, all of
which stress respect for the individual,
maintaining long-term relationships,
(Continued on page 4)

Diane Abood relates the Five Basic Principles of "Frontline Leadership"
Renee Pollard

Pollard is named
to ''Who's Who"
Renee Pollard, Communications Ana
lyst in Medicare B Contracts, has been
named to appear in the 1988 edition of
"Who's Who of American Women.
Renee is active in civic groups and
recently was chosen as a role model for
junior/senior high school students in the
City of Jacksonville's 'We Care" program.
Renee is certified to teach in Duval
County public schools, and she plans co
earn a master's degree in business from
the University of North Florida, specializing in management.
4

M

anagement employees in
Private Business Opera
tions - all 87 of them,
from supervisors through vice presi
dents - have completed the first
portion of an innovative training pro
gram that emphasizes human devel
opment and interpersonal skills.
"It's one of the most significant
achievements we've made relative to
the human organization," said Larry
Payne, vice president of Lo.cal Market
Operations.
John Oetjen, director of Local
Market Operations (2-99), had sought
such a program for a long time.
"We needed a program," Oetjen
said, adding chat the training already
has proved co be very useful, particu
lary in providing employee feedback.

"It's really improved our ability to
communicate with each other and
with the people who work for us, he
said. "We're dealing with problems by
focusing on the problem itself, not the
person."
Diane Abood, PBO management
development specialise, recommended
the Zenger-Miller program after
reviewing several alternatives.
'There hasn't been an emphasis on
human resource and management
development training," Abood said,
noting that the organizational survey
two years ago, and a 1985 HRD Man
agement Practices Survey, indicated
that employees wanted that kind of
training.
Students of the Zenger-Miller
"Frontline Leadership Program" say

Why is a man's arm where Lori Velardi's stomach
should be? It's magic. Story on page 3.

Direct Market Segment Team makes "magic"·

Superior
Customer
Service

R

"Beyond expectations"
Glad to have been helped by Wanda
Butler (Customer Service Representative,
Walk-In Information), subscriber P. Wig
pin of Sun City Center said she appre
ciated her courtesy, efficiency and kind
manner, which were "beyond my expec
tations . . . She is, indeed, a credit to
your department."
Help is appreciated
Mark]. Ginsburg, M. D. , of Boca Raton
wrote that Nona Collins (Claims Data
Analyst, EMC Support) did a "wonderful
job " helping to unravel problems in
sending electronic claims. "She really
spent time that was above and beyond
what is expected of any employee . . .
With all the problems physicians have
with Medicare, it was such a pleasure to
have a dedicated employee like Nona
give us the help that we needed. "
"Prompt, courteous ..."
Subscriber Janet Y. Pack recently praised
Jan Green (Customer Service Represen
tative, Telephone Information), who was
"so very kind and patient in her manner
of handling this situation. Her prompt
and courteous service was greatly
appreciated."
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Cross and Blue Shield of Florida, Inc.,
Jacksonville, Florida. To submit informa
tion, contact the editor, Public Affairs,
791-8664.

employees in Direct Market C
tions and Direct Marketing. T
provide services to Traditiona
65) and Senior (Over 65) mar
including sales, underwriting,
lment, billing, claims processi
inquiry resolution.

eal success isn't magic, but it
can seem that way when people
take pride in working well
together to serve others.
Members of the Direct Market Team
thought about that recently when they
lraditional Markets
Enrollment
New Sales

Praisedfor superior service to customers: Ruth McConnell (inset), Dot Peeples (l-r)Jean
Jordan, Wanda Butler, Jan Green, Nona Collins and Fran James.
Competence counts
Angela Cassissi, office manager for three
Sarasota surgeons, wrote, "FranJames,
(Customer Service Representative, EMC
Support) was not only efficient, but she
managed to express herself in a friendly
and courteous maner. Individuals like
this not only make my job easier, but
give me the assurance that someone
knowledgeable is within reach. "
One of many
Subscriber Edith Schwimmer wrote to
Karen Tingen, manager of Medicare B
Telephones, to thank "the men and
women who answer my questions . . .
She mentionedJeanJordan (Customer
Service Representative, Medicare B Tele
phones) for being most helpful, and
lauded "the good quality of service I

have always received from your office. "
Helping out in Gainesville
Sarah Biscaqino of Ocala praised Ruth
McConnell (Customer Service Represen
tative, Gainesville) for her help and said,
"You are indeed fortunate to have an
employee who puts forth the extra effort,
in such a pleasant and efficient manner,
to solve your customers' problems."
"Patience ofJob"
Dot Peeples (Customer Service Repre
sentative, Major Accounts Service Unit II)
received a nice letter from Estelle Young
for having "the patience of Job. I don't
know what I would do without your kind
help and your encouragement."

Singletary praised for good deed
Nina Singletary of Housekeeping
knew just what to do when she found
$855 in cash in a women's restroom July
1. She took it to Safety and Security,
where an employee later claimed it.
Ms. Singletary, who has served BCBSF
for the past 15 years, said it was the only
thing to do since it didn't belong to her.
MikeJones, director of Facilities and
Office Services, praised Singletary for
her exemplary behavior.
"It is a real pleasure to recognize her
and honor an individual whose actions
exemplify such key values as honesty,
trust and integrity," he said.
Virtue is its own reward, but in this
case, there's more. The corporation will

1985

1987

43,292
12,501

49,005
20,850

1st Quarter '88 Marketing Results
Actual
Goal
6,836
New Sales
3,999
Enrolled
50,631
51,419

Telemarketing
New Sales

Don Van Dyke donned hat and cape
to the Florida Plan during the first quar
ter of this year.
The Direct Market Team includes all
Senior Markets

met at the Osborn Convention Center to
get to know each other better and to
review first quarter results.
With "We Can Do Magic " as the
theme, prestidigitation by 'The Amazing
Mr. G " served to illustrate what can
result from cooperative efforts hke those
in BCBSFs direct markets - they con
tributed more than $8 million of revenue

Enrollment
New Sales

1987
1985
245,281 260,614
27,555 48,269

1st Quarter '88 Marketing Results
Goal
Actual
New Sales
7,000
9,7 7 7
Enrolled
246,9 14 259,958

Brenda Ewing and Joe Bowman of Medical Underwriting
were among hundreds attending the session.

1985
4,368

4

1st Quarter '88 Marketing
Goal
6,550
New Sales
Retentions
Total
Without smoke and mirror
these areas are working togetl
obtain steadily improving, "m
results in serving a key segmE
Blue Cross and Blue Shield ol
Florida's subscribers.

Tony Benevento almost lost his head, and Lori Velardi got all bent out
of shape over the leg erdemain "the Amazing Mr. G."

Nina Singletary
send Ms. Singletary and a guest to the
Alhambra Dinner T heatre_in recognition
of her exceptional good deed.
2

Barbara Hayes (l-r) and Barbara Lee of Direct Inquiries, and Everline Holt,
Clara Williams, Christene Robinson, Johnsetta Feagin and Alfreda Davis of
Inquiry Control enjoyed the magic as part of the Direct Market Segment Team.

Jim Bray demonstrated directive leadership wit
willing subject, Chuck Sartiano of St. Petersbu

Direct Market Segment Team makes "magic"

,erior
stomer
vice

R

expectations"
1ave been helped by Wanda
ustomer Service Representative,
nformation), subscriber P Wig
n City Center said she apprer courtesy, efficiency and kind
.vhich were "beyond my expec. She is, indeed, a credit to
:1rtment."

ppreciated
insburg, M.D., of Boca Raton
t Nona Collins (Claims Data
:MC Support) did a "wonderful
tng to unravel problems in
�lectronic claims. "She really
e that was above and beyond
x:pected of any employee ...
he problems physicians have
icare, it was such a pleasure to
:dicated employee like Nona
1e help that we needed."

courteous ..."
r Janet Y. Pack recently praised
ll (Customer Service Represen
ephone Information), who was
(ind and patient in her manner
ng this situation. Her prompt
:eous service was greatly
ed "

lOFILE

, No.14
, 1988

+.w
�

.,

,.

)orman, Editor
g, Corporate Print Shop

published bi-weekly by the Public
aff of Blue Cross and Blue Shield
a, Inc. All rights are reserved. This
-r or parts thereof may not be rep
in any form without permission
publisher, copyright © 1988, Blue
d Blue Shield of Florida, Inc.,
Lile, Florida. To submit informa
tact the editor, Public Affairs,

L

eal success isn't magic, but it
can seem that way when people
take pride in working well
together to serve others.
Members of the Direct Market Team
thought about that recently when they

employees in Direct Market Opera
tions and Direct Marketing. They
provide services to Traditional (Under
65) and Senior (Over 65) markets,
including sales, underwriting, enrol
lment, billing, claims processing and
inquiry resolution.

lraditional Markets
Enrollment
New Sales
Praised for superior service to customers: Ruth McConnell (inset), Dot Peeples (1-r) Jean
Jordan, Wanda Bu tler; Jan Green, Nona Collins and Fran James.
Competence counts
Angela Cassissi, office manager for three
Sarasota surgeons, wrote, "Fran James ,
(Customer Service Representative, EMC
Support) was not only efficient, but she
managed to express herself in a friendly
and courteous maner. Individuals like
this not only make my job easier, but
give me the assurance that someone
knowledgeable is within reach. "
One of many
Subscriber Edith Schwimmer wrote to
Karen Tingen, manager of Medicare B
Telephones, to thank "the men and
women who answer my questions ...
She mentioned Jean Jordan (Customer
Service Representative, Medicare B Tele
phones) for being most helpful, and
lauded "the good quality of service I

have always received from your office."
Helping out in Gainesville
Sarah Biscaqino of Ocala praised Ruth
McConnell (Customer Service Represen
tative, Gainesville) for her help and said,
"You are indeed fortunate to have an
employee who puts forth the extra effort,
in such a pleasant and efficient manner,
to solve your customers' problems."
"Patience of Job"
Dot Peeples (Customer Service Repre
sentative, Major Accounts Service Unit II)
received a nice letter from Estelle Young
for having "the patience of Job. I don't
know what I would do without your kind
help and your encouragement."

Singletary praised for good deed
Nina Singletary of Housekeeping
knew just what to do when she found
$855 in cash in a women's restroom July
1. She took it to Safety and Security,
where an employee later claimed it.
Ms. Singletary, who has served BCBSF
for the past 15 years, said it was the only
thing to do since it didn't belong to her.
MikeJones, director of Facilities and
Office Services, praised Singletary for
her exemplary behavior
"It is a real pleasure to recognize her
and honor an individual whose actions
exemplify such key values as honesty,
trust and integritY:' he said.
Virtue is its own reward, but in this
case, there's more.The corporation will

1985

1987

43,292
12,501

49,005
20,850

1st Quarter '88 Marketing Results
Goal
Actual
New Sales
3,999
6,836
Enrolled
50,631
51,419

Telemarketing
New Sales

Don Van Dyke donned hat and cape
to the Florida Plan during the first quar
ter of this year.
The Direct Market Team includes all
Senior Markets

met at the Osborn Convention Center to
get to know each other better and to
review first quarter results.
With "We Can Do Magic " as the
theme, prestidigitation by 'The Amazing
Mr. G " served to illustrate what can
result from cooperative efforts like those
in BCBSF's direct markets - they con
tributed more than $8 million of revenue

Enrollment
New Sales

1985
1987
245,281 260,614
27,555 48,269

1st Quarter '88 Marketing Results
Actual
Goal
New Sales
7,000
9,7 7 7
Enrolled
246,9 14 259,9 58

Brenda Ewing and Joe Bowman of Medical Underwriting
were among hundreds attending the session.

1985

1987

4,368

41,193

1st Quarter '88 Marketing Results
Goal
Actual
8,26 4
6,550
New Sales
Retentions
5,425
Total
13,689
Without smoke and mirrors, all of
these areas are working together to
obtain steadily improving, "magical "
results in serving a key segment of
Blue Cross and Blue Shield of
Florida's subscribers.

Tony Benevento almost lost his head, and Lori Velardi got all bent out
of shape over the leg erdemain "the Amazing Mr. G."

Nina Singletary
send Ms. Singletary and a guest to the
Alhambra Dinner Theatre_in recognition
of her exceptional good deed.
2

Barbara Hayes (l-r) and Barbara Lee of Direct Inquiries, and Everline Holt,
Clara Williams, Christene Robinson, Johnsetta Feagin and Alfreda Davis of
Inquiry Control enjoyed the magic as part of the Direct Market Segment Team.

Jim Bray demonstrated directive leadership with a
willing subject, Chuck Sartiano of St. Petersburg.
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Practical
training
( Continued from page 1 )
taking initiative, and leading by
example.
The first phase of instruction con
cern s interpersonal skills - givi ng con
structive feedback, getting good informa
tion from others, conveyi ng ideas
effectively, dealing with emotional behav
ior, and recognizing employees for posi
tive results. Other phases discuss devel
oping individual and team performance,
making organizational impact, and man
aging change and innovation.
Underlying the entire program are five
basic principles of responsible
leadership:
• Focus on the situation, issue or
behavior - not on the person.
• Maintain the self-confidence and
self-esteem of others.
• Maintain constructive relationships
with your employees, peers and
managers.
• Take initiative to make things better.
• Lead by example.

A

Robin Watson, supervisor of National
Accounts Suspense, says the program's
strong point is its practical application.
"It's unique; ' she said.
Participants practice behavior pattern s
by role-playi ng, which prepares them to
manage real work situations, and t hey
evaluate each other to fi nd areas they
need to improve upon.
" We 're also trying to get our
employees involved," Watson said,
adding, "Employees are seeing us use it."
To assess behavioral change, Abood
said, Z enger- Miller will review question
naires that some employees, managers
and supervisors' peers will receive, as
well as supervi sors' self-analyses.
Sandra Hamlin, manager of Maj or
Accounts, said she tries to use the les
sons she's learned whenever she inte
racts with supervisors and other
employe es. It's something that becomes
easier with practice, she said.
The program's approach is largely to
focus on situations, not the people
involved, while maintaining respect and
consideration for everyone, Wa tson said.
Karl Smith, director of FEP/OCL/Pres
cription Drugs, said that Z enger- Miller is

discussed in his staff meetings and
MBOs, and that he continu ally examines
his own behavior to ensure that he
demonstrates the kind of behavior the
program teaches.
"This program challenges each of us
to view our changing roles from ' order
giver' and ' warlord' to ' resource person'
and ' colleague'," he said.
Executive Vice President Mike Cas
cone Jr. said that Z enger- Miller was
chosen for PBO because "it fits the skills
needs for our operations management
group." It might be helpful elsewhere in
the corporation, but each area would
make that determination, he said.
Each area has to evaluate the kinds of
organizational impr ovement it needs, as
well as the best resources to help fulfi ll
them. Management skills training is a
part of all organizational improvement
programs, he said, and Z enger- Mi ller's
approach happens to be "consistent with
our management philosophy."
A nyone who would like to know more
about the program for possible use in
their area should call Diane Abood at
ext. 8166.

Vol. 37, No. 14

A Newsletter of Blue Cross and Blue Shield of Florida

A management development training progra1
that's practical is working well in PBO

k

n the situation, issue, or
vior, not on the person.
i nt:ain the self-confidence an
If·esteem of others.
in constructive relationshi
h your employees, peers, and
nagers.
e initiative to make things

Progress in provider relationships

bout 100,000 times last ye ar,
health care provi ders calling
BCBSF we re re fe rred to another
number. Many were frustrated from
being transferred as many as five times
before getting the right department.
The Productive Provider Relationships
work group responded by developing a
telephone directory specifically for doc
tors and hospitals so they'll reach the
right department on t heir first call.
Phone numbers appear in the order
providers follow when filing claim forms.
They'll receive the directories with their
July/August issue of the Florida Health
Care Times.A ll exempt BCBSF
employees and customer service areas
also wi ll receive copies.
In addition to this short-term effort, a
subgroup, the Te lephone Service for Pro
viders work group, is developing long
term recommendations for improvement.
Supporting doctors and hospital per
sonne l with superior te lephone service is
an essential ingredient in productive
provider relationships.

S

ince they first met in May, a Steer
ing Committee in Field Opera
tions has made significant pro
gress toward a long-term strategy for
educating providers on BCBSFs pro
ducts and programs.
Developing pr ovider education work
shops has been the first step in that
effort.
"This effort is an integral part of the
Producti ve Provider Relationship initia
tive," said SteveJohnson, proj ect man
ager, programs and communications, in
Field Operations.
"Providers servi ce our cardholders
every day. We want to focus our educa
tion efforts so providers are knowledgea
ble and comply with their obligation to
their patients and to Blue Cross and
Blue Shield of Florida; ' he said.
The members of the committee are
Bob Clark, Edith Bowden, Lynn Edwards
and SteveJohnson.

July

that it differs from most other sirr:
t raining in its practicality - peo1
actually put the lessons to work.
"It's a very practical program th
improve the management skills of
operations team in order to move
into the future," Payne said.
The program goes beyond teacl
traditional supervisory skills. It en
ages behavi or t hat motivates emp1
to become personally committed,
j ust cooperati ve, and to initiate m
ideas and directions.
Thus far, the folks in PBO have
taken six of 19 training modules, ;
which stress respect for the indivi
maintaining long-term relationshi
(Continued on F

Diane Abood relates the Five Basic Principles of "Frontline Leadership"

Renee Pollard

Pollard is named
to ''Who's Who"
Renee Pollard, Communications Ana
lyst in Medicare B Contracts, has been
named to appear in the 1988 edition of
"Who's W ho of American Women.
Renee is active in civic groups and
recent ly was chosen as a role model for
j unior/senior high school students in the
City of Jacksonvi lle's "We Care" program.
Renee is certified to teach in Duval
County public schools, and she plans to
earn a master's degree in business from
the Uni versity of North Florida, specializing in management.
4
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anagement employees in
Private Business Opera
tions - all 87 of them,
from supervisors through vice presi
dents - have comp leted the first
portion of an innovative training pro
gram that emphasizes human devel
opment and interpersonal skills.
"It's one of the most significant
achievements we've made re lative to
the human organization," said Larry
Payne, vice president of L o.c al Market
Operations.
John Oerj en, director of Local
Market Operations (2-99 ), had sought
such a program for a long time.
"We needed a program; ' Oerj en
said, adding that the training already
has proved to be very usefu l, particu
lary in providing employe e fe edback.

"It's really improved our ability to
communicate with each other and
wi th t he people who work for us, he
said. "We're dealing with problems by
focusing on the problem itself, not the
person."
Diane Abood, PBO management
development specialist, recommended
the Z enger-Mi ller program after
revi ewing several altern atives.
"There hasn't been an emphasis on
human resource and management
development training," A bood said,
noting t hat the organizational survey
two years ago, and a 1985 HR D Man
agement Practices Survey, indicated
that employees wanted t hat kind of
training.
Students of the Z enger- Miller
"Frontline Leadership Program" say

Why is a man's arm where Lori Velardi
should be? It's magic. Story on page 3 .

